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DETAILED ACTION 

1 . This action is responsive to the following communications: Amendment filed 09/24/2007 
This action is made FINAL. 

2. Claims 1 -27 are pending in the case. Claims 1, 10, 19, 20, and 21 are the independent claims. 



Claim Rejections - 35 (JSC §103 

3. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all obviousness 
rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 1 02 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

The factual inquiries set forth in Graham v. John Deere Co., 383 U.S. 1, 148 USPQ 459 (1966), 
that are applied for establishing a background for determining obviousness under 35 
U.S.C. 103(a) are summarized as follows: 

1 . Determining the scope and contents of the prior art. 

2. Ascertaining the differences between the prior art and the claims at issue. 

3. Resolving the level of ordinary skill in the pertinent art. 

4. Considering objective evidence present in the application indicating obviousness or 
nonobviousness. 

4. Claims 1-27 are rejected under 35 U.S.C. 103 (a) as being unpatentable over Roztocil et al. 
(hereinafter Roztocil) U.S. Patent No. 6,995,860 published Feb. 07, 2006 and filed March 9, 
2001 in view of Mathews et al. (hereinafter Mathews) U.S. Publication No. 20040049547 
published March 11, 2004 and filed June 16, 2003. 



In regard to Independent claim 1, Roztocil teaches a system comprising 



• One or more user systems for designing a product to be printed, each user system being 
operatively connected to a network and having a user processor running a browser 
program, one or more user toots executing in the browser program on the user processor 
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and adapted to allow a user of the user system to customize the design of a product at 
the user system and to communicate over the network with a remote printing services 
site, and a user display displaying the product design to the user of the user system 
(Roztocil column 2, lines 37-56 column 9, lines 33-50 , column 10, lines 45-67 and 
column 14, lines 25-57). Roztocil teaches a production workflow system that allows a 
user to submit document designs to a production printing service outlet (See figure 1). 
The user desktop (See figure 5) is separate from the operators desktop and are 
connected remotely over a network. The user on their desktop can access the workflow 
system and make changes to the document. The operator, through the viewer, can see 
the document changes applied and then perform operations on the document to send the 
document to the appropriate print machine. Roztocil teaches the system allows the user 
to see the visual changes to the document and view how the changes will look in the 
printed form. 

• One or more remote support systems, each remote support system being operatively . 
connected to the network and having a support processor, a support display, and one or 
more programs running on the support processor adapted to allow an operator of the 
support system to view a user's product design substantially as the product design is 
being displayed to the user on the user display (See column 14, lines 26-57). Roztocil 
teaches that the system client PC is separate from the operator PC. The user can be 
located in the print media retail outlet but remotely connected over the LAN and can edit 
a document. The operator can view the changes at substantially the same time as the 
user enters them (See figure 1). Roztocil also teaches that an operator can open the 
viewer while the document is edited. The changes posted the document can be posted to 
the viewer, which creates the scenario that the operator can view a document at the 
same time as the user is editing it. 



Roztocil does not expressly teach: 
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• Means for establishing a communication connection between a user of a user system 
and an operator of a remote support system such that the user of the user system can 
submit product design inquiries to and receive responses from the operator of the remote 
support system while the product design is displayed to the user 

• means for establishing a communication connection between the user system and the 
remote support system such that the support system can obtain the user's product design 
information from the user system over the network and display the product design to the 
operator w hile the operator is communicating with the user over the first communication 
connection 

However, Mathews expressly teaches a help facility that allows for real-time communications 
between the helper and the user. Mathews teaches the user can initiate a request for help from 
the product that establishes connection over a communications link (See Para 0019). Mathews 
teaches a mechanism for supporting products (See Para 0058), such as Microsoft Word and 
power point, which in the Examiners opinion provides the structure for supporting product design. 
Further, Mathews allows for the helper to share the users screen, in real-time, so that the users 
movements are observed by the operator and visa versa (See Para 0051). Mathews and Roztocil 
are analogous art in that they provide a mechanism to help a user complete a task and to support 
a product. For Example, Roztocil provides an interface to help a user configure a document and 
Mathews provides a remote support product that allows a helper to instruct to a user in 
configuring a document. 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time of 
the invention, having the teaching of Mathews and Roztocil in front of them, to modify the system 
of Roztocil to incorporate the remote support system that allows the user and operator to 
communicate over the network while the document is simultaneously displayed. The motivation to 
combine Mathews with Roztocil comes from the suggestion in Mathews to provide services for 
any subject matter via the internet and that have a problem requiring a solution provided over a 
communications link (See Para 0023-0024). Moreover, Mathews teaches a process to allow an 
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electronic retailer to provide value added services to end users (See Para 0023). Further, 
Mathews teaches the help facilitator is provided to users that may be requesting help with 
software products in an organization such as an electronic retailer or online catalog that may 
need the services of a document editor (See Para 0042 and 0044). 

With respect to dependent claim 2, as indicated in the above discussion Roztocil in view of 
Mathews teach every limitation of claim 1 . 

Roztocil teaches a mechanism where a document workflow system can allow the user to edit a 
document and an operator to view a document on the same network, which allows simultaneous 
users to view a document. The operator in Roztocil cannot control the users system, wherein the 
one or more programs running on the support processor allow the operator of the support system 
to control the user system such that the operator can caus e th e r es u l ts d i splayed on th e us e r 
d i sp l ay to b e modifi e d edit the product design at the user system while the product design is 
being displayed to the user. However, this limitation would have been obvious to one of ordinary 
skill in the art at the time of the invention, in view of Mathews, because Mathews teaches a "share 
my screen " feature that allows an operator to control and see the user screen (See Para 0051). 

With respect to dependent claim 3, as indicated in the above discussion Roztocil in view of 
Mathews teach every limitation of claim 1. 

Roztocil does not expressly disclose a system comprising means for requesting remote support 
for a user of a user system, and a server system operatively connected to the network, the server 
system having means, responsive to the request for remote support, for selecting an available 
one of the one or more remote support systems to provide remote support to the user and for 
supplying the request for support to the selected one of the one or more remote support systems. 
However, this limitation would have been obvious to one of ordinary skill in the art at the time of 
the invention, in view of Mathews, because Mathews teaches a means where the user request 
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supports (Figure 3, 104). Mathews also teaches responsive to the request, selects the available 
remote system to provide support to the user (See Para 0051 and 0078, 0089) by routing the IP 
address of the requestor to the helper that allows a communications link to be executed between 
the requestor and helper workstations. 

With respect to dependent claim 4, as indicated in the above discussion Roztocil in view of 
Mathews teach every limitation of claim 3. 



Roztocil does not expressly teach the system wherein the server system further comprises a 
queue for holding requests for remote support if a support system is not available. However, this 
limitation would have been obvious to one of ordinary skill in the art at the time of the invention, in 
view of Mathews, because Mathews teaches a queue for managing help requests to help 
facilitators that do provide remote support (See Para 0046 and 0049). The system would have to 
maintain a queue for two reasons: 1) for the routing of requests to the appropriate help 
representative for the product chosen (See Para 0058 and 0048). 2) Mathews discloses that the 
helper may receive notification that no user was available to help a requestor at the time. The 
helper, at a later time, calls the requestor back, which indicates a queue for requests is kept in 
order to know which requestor contacted a given helper (See also Para 0089). 



With respect to dependent claims 5-9, as indicated in the above discussion Roztocil in view of 
Mathews teach every limitation of claim 1. 

Roztocil teaches a network connection between the desktop client location (116) and the client 
PC (See figure 5). Roztocil teaches the network may be a LAN, wired, wireless and an Internet 
connection. Roztocil does not expressly teach that the system connections between the user and 
the operator form an audio, telephone, VOIP, video and text messaging connection. However, 
these limitations would have been obvious to one of ordinary skill in the art at the time of the 
invention, in view of Mathews, because Mathews teaches the use of the Net Meeting application 
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to connect the user and the operator, which teaches audio, video, text and any combination of the 
aforementioned (See Para 0013, 0029, 0037 and 0093). 



In regard to claims 10-19, claims 10-19 incorporate substantially similar subject matter as 
claims 1-9, and in view of the rejection presented above, are rejected along the same 
rationale. 



In regard to Independent claim 20, A method of providing assistance from an operator of a 
support system having a support display to a user on a remote user system designing a 
customized product to be printed, the user system having a processor running a browser 
program, one or more tools executing in the browser program and adapted to allow a user of the 
user system to customize the design of the product at the user system and to communicate with a 
remote printing services site, and a user display (See figure 3 and 4), the method comprising: 

• Establishing one or more alert conditions corresponding to one or more predetermined 
product design actions by the user at the user system (See Roztocil column 7, lines 20- 
27, column 8, lines 40-51, column 12, lines 30-40, column 22, lines 35-40, column 24, 
lines 55-61). Roztocil teaches several situations where exceptions are generated that 
cause for manual intervention on behalf of the user. In each case, the user is presented 
with a drop down or menu to select from a palette of options to address the issue. 

• Monitoring using one or more of the tools executing in the browser program to monitor 
the remote user system for the occurrence of one or more of the alert conditions, 

in response to detection of one or more of the alert conditions (Roztocil column 8, lines 
45-55). Roztocil teaches an automatic process of checking a file to see if it is in the 
correct file printing format, which can be an alert generated to the user. 



Roztocil does not expressly teach: 



Application/Control Number: Page 8 

10/646,133 

Art Unit: 2179 

• Establishing a communication connection between the user of the user system and the 
operator of the support system such that the operator can communicate with the user to 
offer assistance. 

• Establishing a communication connection between the user system and the support 
system such that the support system can obtain the user's product design information 
from the user system, 

• Displaying substantially the same th e i nformat i on product design on the support display 
as is being displayed on the user display while the user and the operator communicate 
over the communication connection between the user and the operator. 



However, Mathews expressly teaches a help facility that allows for real-time communications 
between the helper and the user. Mathews teaches the user can initiate a request for help from 
the product that establishes connection over a communications link (See Para 0019). Mathews 
teaches a mechanism for supporting products (See Para 0058), such as Microsoft Word and 
power point, which in the Examiners opinion provides the structure for supporting product design. 
Additionally, Mathews teaches transferring information from the user's computer such that 
attributes of the problem or contextual nature are extracted from the machine (See Para 0044 
and 0047). Further, Mathews allows for the helper to share the users screen, in real-time, so that 
the users movements are observed by the operator and visa versa (See Para 0051). Mathews 
and Roztocil are analogous art in that they provide a mechanism to help a user complete a task 
and to support a product. For Example, Roztocil provides an interface to help a user configure a 
document and Mathews provides a remote support product that allows a helper to instruct to a 
user in configuring a document. 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time of 
the invention, having the teaching of Mathews and Roztocil in front of them, to modify the system 
of Roztocil to incorporate the remote support system that allows the user and operator to 
communicate over the network while the document is simultaneously displayed. The motivation to 
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combine Mathews with Roztocil comes from the suggestion in Mathews to provide services for 
any subject matter via the internet and that have a problem requiring a solution provided over a 
communications link (See Para 0023-0024). Moreover, Mathews teaches a process to allow an 
electronic retailer to provide value added services to end users (See Para 0023). Further, 
Mathews teaches the help facilitator is provided to users that may be requesting help with 
software products in an organization such as an electronic retailer or online catalog that may 
need the services of a document editor (See Para 0042 and 0044). 

In regard to Independent claim 21, A method of providing assistance from an operator of a 
support system having a support display to a user on a remote user system designing a 
customized product to be printed, the user system having a processor runnin g a browser 
program, one or more tools executing in the browser program and adapted to allow a user of the 
user system to customize the design of the product at the user system and to communicate with a 
remote printing services site, and a user display (See figure 3 and 4), the method comprising: 

• Establishing one or more alert conditions corresponding to one or more predetermined 
product design actions bv the user at the user system, (See Roztocil column 7, lines 20- 
27, column 8, lines 40-51, column 12, lines 30-40, column 22, lines 35-40, column 24, 
lines 55-61). Roztocil teaches several situations where exceptions are generated that 
cause for manual intervention on behalf of the user. In each case, the user is presented 
with a drop down or menu to select from a palette of options to address the issue. 

• Using one or more of the tools executing in the browser program to monitor the remote 
user system for the occurrence of one or more of the alert conditions (Roztocil column 7, 
lines 20-27, column 8, lines 40-51, column 12, lines 30-40, column 22, lines 35-40, 
column 24, lines 55-61). Roztocil teaches several situations where exceptions are 
generated that cause for manual intervention on behalf of the user. Roztocil provides that 
the workflow system can reflect to a user when an exception to the document process 
has occurred. For example, when binder holes are too close to the text or when a black 
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and white print process is combined with a color process or where tab stock needs to be 
inserted. These processes require user intervention and can be activated once the 
operator adds the step of updating the document to reflect the changes to a document, 
which would update the file in the stored directory location and reflect a corresponding 
update to the user. 

Roztocil does not expressly teach: 

• In response to detection of one or more of the alert conditions, generating one or more 
tools executing in the browser program to generate a message at the user system to the 
user of the user system inquiring if the user would like assistance from the support 
system, 

• If the user indicates that the user would like assistance, establishing a communication 
connection between the user of the user system and the operator of the support system 
such that the operator call communicate with the user to offer assistance, 

• Establishing a communication connection between the user system and the support 
system such that the support system Call obtain the user's product design information 
from the user system, and 

• Displaying substantially the same the information product design on the support display 
as is being displayed on the user display while the user and the operator communicate 
over the communication connection between the user and the operator. 

However, Mathews expressly teaches a help facility that allows for real-time communications 
between the helper and the user. Mathews teaches the user can initiate a request for help from 
the product that establishes connection over a communications link (See Para 0019). Mathews 
teaches a mechanism for supporting products (See Para 0058), such as Microsoft Word and 
power point, which in the Examiners opinion provides the structure for supporting product design. 
Further, Mathews teaches a "share my screen' option that presents a structure that would allow 
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the operator and user to see the changes to a document simultaneously. Additionally, Mathews 
teaches transferring information from the user's computer such that attributes of the problem or 
contextual nature are extracted from the machine (See Para 0044 and 0047). Further, Mathews 
allows for the helper to share the users screen, in real-time, so that the users movements are 
observed by the operator and visa versa (See Para 0051). Mathews teaches that the operator 
system has indicated and offered to help the user with the problem at hand and the user has 
provided responses to request help. Once the user places a request to live help then video 
window floats to the top to resolve the situation, which in the Examiners opinion is a scenario 
where the user has tried to solve the problem but cannot through system knowledge bases and 
the system provides lower level prompts. Then the situation is escalated to a live helper which 
• indicates that the system can determine that the user is having a problem with the product and 
initiates a help request. Mathews and Roztocil are analogous art in that they provide a 
mechanism to help a user complete a task and to support a product. For Example, Roztocil 
provides an interface to help a user configure a document and Mathews provides a remote 
support product that allows a helper to instruct to a user in configuring a document. 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time of 
the invention, having the teaching of Mathews and Roztocil in front of them, to modify the system 
of Roztocil to incorporate the remote support system that allows the user and operator to 
communicate over the network while the document is simultaneously displayed. The motivation to 
combine Mathews with Roztocil comes from the suggestion in Mathews to provide services for 
any subject matter via the internet and that have a problem requiring a solution provided over a 
communications link (See Para 0023-0024). Moreover, Mathews teaches a process to allow an 
electronic retailer to provide value added services to end users (See Para 0023). Further, 
Mathews teaches the help facilitator is provided to users that may be requesting help with 
software products in an organization such as an electronic retailer or online catalog that may 
need the services of a document editor (See Para 0042 and 0044). 
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With respect to dependent claim 22, as indicated in the above discussion Roztocil in view of 
Mathews teach every limitation of claim 19, 20 or 21. 

Roztocil teaches a mechanism where a document workflow system can allow the user to edit a 
document and an operator to view a document on the same network, which allows simultaneous 
users to view a document. The operator in Roztocil cannot control the users system, wherein the 
operator editing the product designs at the user system while the product design is being 
displayed to the user. However, this limitation would have been obvious to one of ordinary skill in 
the art at the time of the invention, in view of Mathews, because Mathews teaches a "share my 
screen " feature that allows an operator to control and see the user screen (See Para 0051). 

With respect to dependent claims 23-27, as indicated in the above discussion Roztocil in view of 
Mathews teach every limitation of claim 19, 20 or 21. 

Roztocil teaches a network connection between the desktop client location (116) and the client 
PC (See figure 5). Roztocil teaches the network may be a LAN, wired, wireless and an Internet 
connection. Roztocil does not expressly teach that the system connections between the user and 
the operator form an audio, telephone, VOIP, video and text messaging connection. However, 
these limitations would have been obvious to one of ordinary skill in the art at the,time of the 
invention, in view of Mathews, because Mathews teaches the use of the Net Meeting application 
to connect the user and the operator, which teaches audio, video, text and any combination of the 
aforementioned (See Para 0013, 0029, 0037 and 0093). 



It is noted that any citation to specific pages, columns, lines, or figures in the prior art 
references and any interpretation of the references should not be considered to be limiting in any 
way. A reference is relevant for all it contains and may be relied upon for all that it would have 
reasonably suggested to one having ordinary skill in the art. In re Heck, 699 F.2d 1331, 1332- 
33,216 USPQ 1038, 1039 (Fed. Cir. 1983) (quoting In re Lemelson, 397 F.2d 1006,1009, 158 USPQ 275, 
277 (CCPA 1968)). 
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Response to Arguments 

Applicant's arguments with respect to claims 1-27 have been considered but are moot in view of the new 
ground(s) of rejection. 

Conclusion 

Applicant's amendment necessitated the new ground(s) of rejection presented in this Office action. 
Accordingly, THIS ACTION IS MADE FINAL. See MPEP § 706.07(a). Applicant is reminded of the 
extension of time policy as set forth in 37 CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE MONTHS from 
the mailing date of this action. In the event a first reply is filed within TWO MONTHS of the mailing date 
of this final action and the advisory action is not mailed until after the end of the THREE-MONTH 
shortened statutory period, then the shortened statutory period will expire on the date the advisory action 
is mailed, and any extension fee pursuant to 37 CFR 1.136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later than SIX 
MONTHS from the date of this final action. 

Any inquiry concerning this communication or earlier communications from the examiner should 
. be directed to Steven B. Theriault whose telephone number is (571) 272-5867. The examiner can 
normally be reached on M, W, F 10:00AM - 8:00 PM. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's supervisor, 
Weilun Lo can be reached on (571) 272-4847. The fax phone number for the organization where this 
application or proceeding is assigned is 571-273-8300. 
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Information regarding the status of an application may be obtained from the Patent Application 
Information Retrieval (PAIR) system. Status information for published applications may be obtained from 



Private PAIR only. For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic Business Center (EBC) 
at 866-217-9197 (toll-free). If you would like assistance from a USPTO Customer Service Representative 
or access to the automated information system, call 800-786-9199 (IN USA OR CANADA) or 571-272- 
1000. ^ 



either Private PAIR or Public PAIR. Status information for unpublished applications is available through 




/Steven B Theriault/ 
Patent Examiner 
Art Unit 2179 



WEILUN LO 
SUPERVISORY PATENT EXAMINER 



